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FCC Form481 

Line 100- Service Quality Improvement Reporting 
(47 CFR 54.313(a)(1)} 

REDACTED FOR PUBLIC INSPECTION 

In the FCC's Publlc Notice DA 14-951, released May 1, 2014, the FCC waived the requirement 
for price cap ETCs to file a five-year plan. 1 

1 The Public Notice stated, In relevant part: 

We now grant a waiver of this requirement for price cap ETCs for an addlllonal year. 
Because the Bureau just finalized the Connect America Cost Model, and price cap 
carriers· have not yet had the opportunity to make a state-level commitment for Connect 
America Phase II, we find that it Is not In the public interest to require price cap ETCs to 
file new flve-yeor plans In 2014 for the same reason as last year: they do not yet know 
which areas thev wlll be servinQ In the future. 
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Line 510: Service Quallly Reporting/Consumer Protection Rules Compliance 

Germantown Independent Telephone Company d/b/a FalrPolnt Communications hereby certifies that it 
i.s complying with appllcable service quality standards and consumer protection rules. The Company 
complies with service quality and consumer protection provisions under state law and rule. These 
provisions include, but are not limited to, the followlng: (1) llling a Local Exchange Tariff pursuant to the 
requirements of The Public Utllltles Commission of Ohio which discloses rates, terms and eonditions of 
service to customers; (2) compliance with state consumer protection provisions relating to Customer 
Services as identified In Chapter 4901 of the Telephone Company Procedures and Standards, compllance 
with provisions for Quality of Service as identified in Chapter 4901 of the Telephone company 
Procedures and Standards,, compliance with customer Inquiry procedure as Identified In Chapter 4901 
of the Telephone Company Procedures and Standards, compliance with Dispute standards as Identified 
In Chapter 4901 of the Telephone Company Procedures and Standards; (3) compliance with truth-ln
bllllng requirements; and (4) compliance with Federal CPNI rufes, Red Flag Rules and other applicable 
federal and state requirements governing the protection of customers' privacy. 

In establlshing this certification in its 2005 ETC Order,1 the FCC found that an ETC must make "a specific 
commitment to objective measures to protect consumers." 2 The Commission found that for wireless 
ETCs, compliance with CTIA's Consumer Code for Wireless Service would satisfy this requirement and 
that the sufficiency of other commitments would be col\Sldered on a case-by-case basis. In this context, 
the FCC stated, "'to the extent a wireline or wire less ETC applicant is subject to consumer protection 
obligations under s~te law, compliance with such laws may meet our requirement."1 
1Fedeml-State Jof11t Bonrd on Universal Service, CC Docket No. 9645, Report and Order, FCC 05-46 (rol. M11r. 
17, 2005)("2005 ETC Order"). 
2/d. at para. 28. 

Germantown Independent Telephone Company, Is not currently subject to service quality reporting. The 
Public Utilities commission of Ohio Rules Chapter 4901:1-6 "Telephone Company Procedures and 
Standards" section 4901:1-6-12 "Service Requirements for BLES" states "A local exchange carrier (LEC) 
providing basic local exchange service (BLES) shall conduct Its operatloos .so as to ensure that the service 
is available, adequate, and rellable consistent with applicable industry standards." FairPoint 
Communications currently Is not required to report any service quality results unless requested by the 
Public Utilities commission of Ohio. For the service quality standards FairPolnt Communications does 
track (a) Installation within 5 business days and (b) Out of Service Repair within 24 hours, Its results are 
available, adequate, and reliable consistent with applicable Industry standards. 

If a customer has a concern about their FairPoint Communications' service or billing, he/she can contact 
repair service, technlcal support or customer service with information found on their billing statement. 
Customers may also contact agencies, through information posted In the phone directory, website, and 
tariff pages. All consumer complaints whether from Attorney Generals' offices, Public Utlllty 
Commissions, Better Business Bureaus, Federal Communications Commission and all other agencies are 
sent to the FalrPolnt Communications' Maine office via U.S. Mail or by electronic mail at 
consumer@fairpoint.com. The complaints are directed to the appropriate responsible Company Team 
member within FairPoint Communications for resolution and response to the customer. 

3006180HS10.pdf 
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Form 481 line 610: Functionality In Emergency Situations 
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Business Continuity Plan Overview 

!ntroductlpn 
FalrPoint Commoolcallons, Inc. ("FalrPolnt; is committed to mainlairing a vigilant slate of disaster 
preparedness for lhe fnteresls of our customers, stockholders, emplOyees end olher critical stakeholders. 

The purpose of our Business Continuity Plan (BCP) Is to dellne the disaster preparedness and recovery 
protocols and procedures required to restore FalrPolnt's cr!lfcel business support functions, inside and outside 
planl systems end operations within FelrPolnt's operellng footprint. 

BCP componenls detail FairPoinfs proced\Jr88 for preparing for and responding to an emergency slluaUon 
effecUng our ablllty to dellver core services to our customers and our abUlty to meet legal clctates, and regulatory 
requirements. 

This document discusses the ralowing: 
• BCP Scope & Structure 
• Recovery Strategies and logistics 
• Plan Malnlenance and Exerc~ 

BCPScope 
FalrPolnt's business continuity response planning Is concentrated on two ailical operational areas: 

• Customer lnterfacina - II Is recognized that a "business lmpacr only occurs when an extemaHnt6f(aclng 
element is disrupted. In essence, this means that If FalrPolnt experiences a disruptive event, bul one that 
does not breach the oulec-shel of the FalrPo!nt operation and Interrupt critical customer services, customer 
product or olher external end-user, then It does not have a business Impact, as defined by the BCP 

• Infrastructure Integrity - Without crltlcal Infrastructure systems, the abHily for all other FalrPolnt business 
operaUons (back/front office) can come to a halt. It is these Infrastructure systems that provide the cr!llcal 
human-factor of our customer-interfacing services. Critical fnfmstruclure would address such services I 
systems as, bullclng space for slaff, secvlce utilities, telecom network, IT network, etc. 

The BCP has been developed lo assure the continuity of critk:el customer Interfacing services and syslems 
should a physical Incident or workforce disruption event occur, which affects: 

• IT/IS 
• Administrative and Support Operations 
• Inside and Oulslde Plant Operations 
• NOC (Network Operations Center) 
• E-9-1-1 
• Dispatch 
• Repal.' Genier 

FalrPolnt has developed responsa J rerovery strategies addressing physically dlsr\4>1lve ilcldents and 
workrotoe related dlsruplive incidenls Q.e., work-stoppage and pandemic). All response stralegles are based on 
recovefY time objectives of those department functions and crllcal Infrastructure systems essential to suslain 
customer Interfacing services. 
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BCP Structuce 
The BCP conslsls of several components: 

• The BCP Manual (an oveiview of al BCP documents) 

REDACTED FOR PUBLIC INSPECTION 

Bamay Boynton 
Dlredor, Operational Rlsk 

• IR Playbooks (addresses the response proced11es for Physical and Workforce related events}. 
• Appendices (the IR Playbook procedures links to these Resources Flies) 
• Department Recovery Plans (Business and Plant Operatlons) 
• Business Impact Assessments (Business end Plant Operaions) 

The Event Response diagram below Identifies the overall BCP documentation and how a disruption or incident 
v.tl dlclete whk:h path of the BCP will be followed to restore busill868 operations. 

Once the Incident or disrup!ion occurs, the impact first ne9ds lo be qulckly assessed to determine whether ii is a 
physically disruptive event (local or reglonaQ ("Physlcally Dlsrupttve Event") or a wol1dorce disruptive event 
(work-stoppage or pandemic) (Work-Force Related Disruptive Evenr). The disruption Is always focused on 
critical business operaoons and seNices that can Impact customer interfacing I defiverables .. 
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Becoverv Strategies and Logistics 
Our BCP Is based on the premise that Fell'Polnt cannot stop disasters from occurring, but we can address the 
IMPACT of Incidents should they occur. Where possible we will provide rlsk mitigation measures that wlll 
minimize the likelihood of having a serious clsruptlve Incident but In no case can we eliminate all dlsrupltve 
posslbllitles. The BCP is triggered by a Disruption Scenario, not a Threat Scenario. FeirPolnt pre-plans for 
polentlal break-poinls that can restJlt In a customer lntelfaclog disruption and incorporates re<:mery strategies 
that will inherently address any potentlal threat and any resulting business disruption inpacl The actual threat 
(Le. fre. flood, etc.) Is pertinent only with respect to lmmediale response ectivilles. AH subsequent response 
efforts are focused on the assessment of damages {physical losses and reccN&rf duration) and the 
implementation of restomHon and recovery strategies. The res tom lion of the bu mess seivfclng operations and 
infrastruclufe systems Is based on salvage, replacement of systems and alternate f\lnctionallty measures, which 
are pre-defined in the BCP. 

Each department has developed a recovery plan based on its crltlcel operations as they pertain to the 
deliverables they contribute to our cuslomers. FalrPoint has trlaged the recovery efforts based on the conoept 
of customer servicing Impact. Federal and S1ate regulatory requirements have a high level of consideration In 
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addlUon to the business impact coocems. The SCP goal Is lo mlnlmlte the disruption duration as much as Is 
practlcal and provide a level or risk miligallon that wlJ maintain critical operations. 

The Ten Response Phases of Physical Event ate: 
• Incident NoUlicatlon 
• Visual Damage Assessment 
• Incident Stabilization 
• Command Center Initiation 
• lnltlal Notifications to Business Departmenls- to activate plans 
• Prlmaiy Sile Damage Assessments 
• Ready Alternate Restoration Sias 
• Primary Sile Salvage & Recovery 
• Business Restoration Process 
• Primary Sile R&eslablshed 

Plan Maintenance and exerclslna 
The BCP Is a living dOCtment. Updates to the plan are ongoing with changes lncotporated aMually at a 
mlnkmm. Individual plan componenls are scenario tested with oversight from FalrPolnfs Corporate Risk 
Management Team. 
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FCCFORM481 

Line 1010-Volce Service Rate Comparability 

The pricing of the company's voice services is no more than two standard deviations above 

the applicable national average urban rate for voice service, as specified In the most recent 

public notice, FCC DA 14- 384 released on March 20, 2014. 

For Rates See Attachment: (700) Company Price Offerings (voice) 
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Form 481 Line 1210· Terms & Conditions for Lifeline Customers 

Germantown Independent Telephone Company provides a lifeline Program discount for residence 
service ror eligible low Income customers. The tuellne Program discount Is applied to any month lo month 
realdence local service, package or bundle offering. The discount Is Intended lo offset the Subscriber Line 
Charge and local fine cilerge, allhough ellglble packages and bundles may have toK calling Included In 
Iha pricing tor Iha offering. 

The tariff page ouHJnlng the lerma of Iha Lifeline Program In Germantown Independent Telephone 
Company 18 attached. The terms and condlllons of residential baslo looal exchange service, package and 
bundle offerings can be found at htlp://www.larlffs.neUfalrpolntftler.asp?cld=1644. 
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Form 481line 1210· Terms & Conditions for Ufellne Customers 

Oermantown Indapendent Telephone Company 
Gennantown, Ohio 

SECTION NO. S 
First Revised Sheet No. 1 

Replace.' Orlgloal Sheet No. I 
P.U.C.O. NO. 8 

LIFBLINB R£!.OUCREMBNTS (T) 

The Company shall provide Lifeline service as defined In 47 C.F.R, § SMOl(a) on a non-dlsel'lmlnatory (N) 
basis to all q11allfyh1g Iow·income customers. The Company's Lifellna servtce offerlngshnll comply wllh 
all oppllcablo federal nnd slate laws, Including, bu! not lhnltcd to, 47 C.P.R. Pnrt 54, Subp1111B; the FCC's 
Llfollne refonn order (Report 11nd Order released February 6, 2012, WC Docket No, 11·42, et.al) and any 
subsequent cl11rlfylng orders; Section 4927.13, Revised Code: Rule 490I:1-6-19, Ohio Administrative 
Code; and the Commission's nonlradltlomli Lifeline service order (Finding nnd Ordol' adopted May 23, 
2012, Case No. 10·2377-TP-COI) and any subsequent entries 11nd/or orders. 

Issued: June 11, 2012 
Jn Accordance with case No. 90-S021-TP-TRF 

Issued by the Public Utilllles Commission of Ohio 
Patrick L. Morse, Senior Vice President 

Germ11utown, Ohio 

Effective: June 11, 2012 
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FCC Form461 

Line 100- Service Quality Improvement Reporting 
{47 CFR 54.313(a)(1)} 
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In the FCC's Public Notice DA 14-951, released May 1, 2014, the FCC waived the requirement 
for price cap ETCs to file a five-year plan. 1 

•The Public Notice slated, In relevant part: 

We now grant a waiver of this requirement for price cap ETCs for an addlllonal year. 
Because the Bureau just finalized the Connect America Cost Model, end price cap 
carriers have not yet had the opportunity to make a state-level commitment for Connect 
America Phase II, we find that It Is not In the publlc Interest to require price cap ETCs to 
file new five-year plans In 2014 for the same reason as last year: they do nol yet know 
which areas thev will be servlna In the future. 



GTC Inc. (Florala) 
Florida/ Alabama 
210291 
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Line 510: Service Quallty Reporting/Consumer Protection Rules Compliance 

GTC tnc., hereby certifies that It Is complying with applicable service quality standards and consumer 
protection rules. The Company complies with service quality and consumer protection provisions under 
state law. These provisions Include, but are not limited to, the following: (1) flllng a Local Exchange 
Tariff pursuant to the requirements of The Florida Public Service Commission which discloses rates, 
terms and conditions of service to customers; (2) compliance with state consumer protection provisions 
relating to Customer Services as Identified In the Code of State Regulations, compliance with provisions 
for Quality of Service as Identified In the Code of State Regulations, compliance with Service Objectives 
as ldentlfled In the Code of State Regulations, compliance with customer Inquiry procedure as ldentlfled 
In the Code of State Regulations, compliance with Dispute standards as ldentlfled In the Code of State 
Regulations; (3) compliance with truth-In-billing requirements; and (4) compliance with Federal CPNI 
rules, Red Flag Rules and other applicable federal and state requirements governing the protection of 
customers' privacy. 

In establishing this certification in its 2005 ere Order, 1 the FCC found that an ETC must make "a specific 
commitment to objective measures to protect consumers." 2 The Commission found that for wireless 
ETCs, compliance with CTIA's Consumer Code for Wireless Service would satisfy this requirement and 
that the sufficiency of other commitments would be considered on a case-by-case basis. In this context, 
the FCC stated, "to the extent a wirellne or wireless ETC applicant Is subject to consumer protection 
obligations under state law, compliance with such laws may meet our requlrement." 3 

GTC Inc., d/b/a/FalrPolnt Communications does not have any service quality reporting requirements 
with the Florida Public Service Commission. The telecommunications industry was largely de-regulated 
on retail services In 2011. GTC Inc., d/b/a/FalrPolnt Communications reports does not have any service 
quality reporting requirements with the Alabama Public Service Commission. The telecommunications 
Industry was largely de-regulated on retail services In 2005. 

If a customer has a concern about their FalrPolnt Communications' service or billing, he/she can contact 
repair service, technical support or customer service with Information found on their statement. 
Customers may also contact agencies, through Information posted In the phone directory, website, and 
tariff pages. All consumer complaints whether from Attorney Generals' offices, Public Utility 
Commissions, Better Business Bureaus, Federal Communications Commission and all other agencies are 
sent to the FalrPolnt Communications' Maine office via U.S. Mall or by electronic mall at 
consumer@falrpoint.com. The complaints are directed to the appropriate responsible Company Team 
member within FalrPolnt Communications for resolution and response to the customer. 

1 Federal-Stale Joint Boord 011 Uni11erso/ Service, CC Docket No. 96-45, Report and Order, FCC OS-46 (rel. Mar. 
17, 2005) ("200$ ETC Order"). 
2 /ti. at para. 2!. 

210291fl510.pdf 
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FakPolnl Comironlcatloos 

1 Davis Farm Road 
Portland, ME 04103 

Form 481 line 610: Functionality In Emergency Situations 
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Barney Boynton 
Director, Operational Risk 

Business Continuity Plan Overview 

!ntrodyctlon 
FalrPolnt Communications, Inc. ("Fai'Polntj Is committed to maintaining a vigilant state of cfisasler 
preparedness for the interests of our customers, slockholders, employees and other critical stakeholders. 

The purpose of our Business Continuity Plan (BCP) Is to define the disaster preparedness and recovery 
protocols end procedures required to restore FairPolnfs cnllcal business support functions, Inside and outside 
plant systems and operations within FuPolnt's operating footprint. 

BCP components delatl FairPolnfs procedures for preparing for and responding to en emergency situation 
affectitg Oll" abUlty to deliver core services to our customers and our abUlty to meet legal dictates, and regulatory 
requi"ements. 

This docunent discusses lhe following: 
• BCP Scope & Structure 
• Recovery strategies and Loglsllcs 
• Plan Maintenance end Exe!dslng 

ecpscooe 
Faif>olnt's business contimity response planning Is concentrated on two criflcal operational erees: 

• Customer lnlerfeclng - It Is reoognlzed that a "business lmpacr only occurs when an extem&Hnterfaclnq 
etemoot Is disrupted. In essence, this means that If FairPolnt experiences a disruptive event, but one that 
does not breach the outer-shell of the FalrPoinl operation and Interrupt critical customer services, customer 
product or other external end-user. then II does not have a business impact. as defined by the BCP 

• Infrastructure lntearjtv - Without critical Infrastructure systems. the abifity for elf other Fai<Polnt business 
operations (back/front office) can come to a halt. fl Is these infrastructure systems that provide the critical 
human-fectOf of our customer-lntelfaclng services. Critical Infrastructure would address such services I 
systems as, building space for staff, SEKVice utllltles, telecom network, IT network, etc. 

The BCP has been developed to assixe !ha oonllouity of critical customer Interfacing services and systems 
should a physlcal Incident or wor1doroe disruption event occur, which affects: 

• IT/IS 
• Administrative and Support Operations 
• Inside and Outside Plant Operations 
• NOC (Network Operations Center) 
• E-9-1-1 
• Dispatch 
• Repair Center 

FalrPolnl has developed response I recovery strategies addressing physically dlsrupllve Incidents and 
wori<foroe related disruptive Incidents (I.e., work-stoppage and pandemic). All response strategies are based on 
recovery time objectives of those department funcllons and critical Infrastructure systems easenllal to sustain 
customer Interfacing services. 
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BCP Structure 
The SCP consists of several components: 

• The SCP Manual (an ovelView of an BCP documents) 
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• IR Playbooks (addresses Iha response procedures for Physical and Workforce related events), 
• Appendices (the IR Playbook procedures links lo these Resources Flies) 
• Department Recovery Plans (Business and Plant Operations) 
• Business Impact Assessments (Business and Plant Operations) 

The Event Response diagram below Identifies the overall BCP documentation and how a disruption or Incident 
wil dictate which path of the BCP wlU be followed lo restore business operations. 

Once the Incident or disruption occurs, the Impact first needs to be quickly assessed to determine wheth9' it is a 
physically disruptive event (local or regional) ("Physlcaly Disruptive Evenf') or a workforce disruptive event 
(wodc-etoppage or pandemic) ('Work-Force Related Dlsl'Upttve Evenr). The disruption ts always focused on 
crillcal business operations and services that can impact customer lnlelfaclng I delverables. 
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Our BCP Is based on the premise that FalrPolnt cannot stop disastera from occtxrlng, but we can address the 
IMPACT of Incidents should they OCC\Jr. Where possible we will provide risk mitigation measures that will 
mininlze the likelihood of having a serious disruptive Incident but In no case can we ellmlnate all disruptive 
possib(jffes, The BCP Is triggered by a Disruption Scenario. not a Threat Scenario. Fal!Polnt pre-plans for 
potenUal break-points that can result in a customer lntelfeclog disruption and Incorporates recovery strategies 
that will Inherently address any potential threat and any resulUng business disruption inpact. The actual threat 
(I.e. ll<e, llood, ate.) Is pertinent only with respect to Immediate response activities. AU subsequent raaponse 
efforts are focused on the assessment of damages (physical losses end recovery duration) and the 
implementation of resloraUon and recovery strategies. The restoration of the business servicing operaUons and 
infrastructure systems Is based on salvage, replacement of systems and aHernate functlonallty measures, which 
are pre-defined In the BCP. 

Each department has developed a recovery plan based on its ailical operelloos as they pertain to the 
deliverables they contribute to our customers. FalrPolnt has trfaged the recovery effofts based on the concept 
of customer servicing Impact. Federal and State regulatory requirements have a high level of considerallon In 
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addition to the business Impact concerns. The BCP goal Is to minimize the disruption d1Jf8tlon as much as Is 
practical and provide a level of risk mltlgallon that will malnlaln critical operations. 

The Ten Response Phases of Physical Event are: 
• lncldent Notification 
• Visual Damage Assessment 
• Incident Stablfiz.atlon 
• Command Center Initiation 
• lniUal Notifications to Buslness Departments - to activate plans 
• Primary Site OamQ98 Assessments 
• Ready Alternate Restoration Sites 
• Primary Sile Salvage & Recovery 
• Business Restoration Process 
• Primary Site Re-established 

Plan Maintenance and Exercls!na 
The BCP Is a livi1g clocunent. Updates to the plan are ongoing with changes Incorporated ennuaKy at a 
mtnlmum. lndtvldual plan c:omponenls are scenario tested with oversight from FalrPolnrs Corporate Risk 
MallQ98ment Team. 
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